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Service Delivery Overview MaSSI-R

Aprll 31 2016 - Apfl' 30’ 2016 Delivering HR Services That Matter
Total # Agencies Served: 80 Area Staffing as of Staffing as of
4/30/2016 4/02/2016
Total # Employees Served: 54,880 c
u;tomer 8 8
Total calls received: 6,302 Service/lntake
Customer 3 3
Average Call Wait Time: 00:35 Service/Research
. . Processing &
Total email requests received: 871 Outreach 8 8
Total FAX requests received: 148 Analyst 1 1
Number of Transactions processed by ESC: 8,917 Supervisor 3 3
Total outbound contacts: 2,686 Senior Staff 4 4
Total tickets opened: 5,890 Total 27 27

Total tickets closed within 3 days: 5,788

Total tickets remain open beyond 3 days: 81 o 4/3 MassIT began using ESC Services.

% tickets remain open beyond 3 days: 1.37%
% of Employees served by the ESC: 16.24%

Source: ESC Avaya CMS & Footprints Reports, data from 4/03/2016 — 4/30/2016.
» *Note: “% of Employees served contacting ESC” does not account for repeat contacts (i.e., one employee calling multiple times).
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SLA Targets and Actual I R
Performance Mass

Delivering HR Services That Matter

Will not exceed 3
minutes 90% of the
time; Will not exceed 2 0:35 seconds 0:46 seconds
minutes 50% of the
time

Average wait time — all inquiries
(Days operational)

Average case resolution time — password resets and e-mail
updates 98% within 1 day 99.76% 99.65%
(Time owned by ESC)

Average case resolution time — inquiries and requests

O wnithi O nithai O nithi
(Time owned by ESC) 75% within 1 day 94.2% within 1 Day and | 92.2% within 1 Day and

90% within 3 days 96.7% within 3 Days 95.9% within 3 Days

Customer satisfaction 80% of cUStomers
(Based on automated survey upon ticket closure. A minimum rate overall 96% rated good to 82% rated good to
of 20% must respond to survey in order for results to be satisfaction good to excellent excellent
accepted as a valid sample of customer satisfaction.) (1.188% response rate) | (1.645% response rate)

D DD »

excellent
Percent of notification runs executed to completion:
o All: Reminder Report Time
o Employees: Unreported time - 15t & 2" notice
o Approvers: Unapproved reported time - 15t & 2" notice o o 0 I—
o Agency HR/Payroll: Over/Under scheduled hours and 95% 100% 100% —
unapproved Payable Time notifications -15t & 2" notice
o Failsafe outreach to Agy. HR/PY and signhatories
o Failsafe outreach to CTR and CHRO
Secretariat ad hoc reports produced within established
timeframes: o o —
. Simple*: 3 business days 90% 100% 100% ]
° Complex*: 7 business days
SLA reports produced on time according to predefined YIN N N  I—

schedule (see section 5.5)

) ) The Commonwealth of Massachusetts




Inbound Call Data

Current Period

SLA Metric 4/03/16 to 04/30/16

Target Level

MasskHR

Delivering HR Services That Matter

Previous Period

3/06/16 to 04/02/16 April 2015

Average wait time — Will not exceed 3

0:46 seconds 0:40 seconds

all inquiries minutes 90% of the 0:35 seconds
(Days operational) time
Abandoned Calls

Calls

nswered
/ 93%

Abandoned ,‘\ '

Calls
7% \

Ticket Source

Walk-In, 0.08%
’ Email to HRD,
i / 14.79%
A Fax, 2.51%

T~ Mail, 0.41%

Total = 6,302 calls

Source: ESC Footprints & Avaya data from 4/03/2016 — 4/30/2016.

Total = 5,890 Tickets

*E-mail tickets do not account for additional outreach to correct invalid employee e-mail addresses.

E

The Commonwealth of Massachusetts

B2\
<
i/ 2
(5
X U y
® S
o 2oy
S s A
TR



Inbound Call Data MaSSI-R

Delivering HR Services That Matter

Wait Time, Call Volumes, & Abandonment Rates
12:58 - — = - 2048
{} il
g 11:31 - 1024
S 1005 r 212
"E _ - 25 Z
= 08:38 1 - 128 3
o 0712 i 64 K
il
E 0546 - -32 g
0419 - I
) -8 F
02:53 .
01:26 - .
00:00 __J ‘ J—_ 1
4/03 - 4/09 4/10- 4/16 4/17 - 4/23 4/24- 4/30
W it Time 00:23 00:30 01:07 00:19
e pvergge Call Abandon Time 01:08 01:04 01:38 00:57
Longest Wait Time 0604 06:25 11:28 09:23
Avergge Call Time 04:25 04:25 04:12 04:00
=l=Call Volume 1772 1653 1430 1447
=dr=2Ahandoned Calls 78 108 238 44

Source: ESC Avaya data from 4/03/2016 — 4/30/2016.
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MasskHR

nbound Inquiries by Secretariat Delivering HR Services That Matter
1000 Inbound Inquiries by Secretariat
90
200
00 m 04,/08/2016
600 m 04/16/2016
500 m 04/23/2016
A0
300 m04,/30/2016
200
10
o —
CON ECU EQANF EOQEEA EQOHED EOHHS EOLWD EOPSS IND U
30.086
p— Average Weekly inquiries as a % of Total Employees Served
20006 -
15066 -
10086
50% | I
0% T 1
CON ECAMNF ECEEA EQHED EQOHHS IND Juo

Source: ESC Footprints data from 4/03/2016 — 4/30/2016.
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MassiHR

Types Of IanIrIeS Recelved Delivering HR Services That Matter

Top Inquiry Classifications (Excluding Password Resets)

@Time Entry

| Employee Information
i Security & Data Setup
@ Direct Deposit

E@FRez Time

i Requiskion Inquiries

Source: ESC Footprints data from 4/03/2016 — 4/30/2016.

T
S %
57 S

l@ The Commonwealth of Massachusetts

%
)

i



ePay/eProfile Transactions

MassHR

Delivering HR Services That Matter

Total ePay/eProfile Inquiries

180 -
160 -
140 A
120 A
100 -

80

60

40

20

[} T T

Direct Employee M-4 State Pay Advice W-4 Federal
Deposit Infarm ation
Total ePay/eProfile Updates
e

160 - /’

10 +~

120 g yd

100 - /

80

50

a0 + /,//

20 "‘/
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Source: ESC Footprints data from 4/03/2016 — 4/30/2016.
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ePay/eProfile Transactions by
Secretariat MaSSI-R

Delivering HR Services That Matter

ePay/eProfile Transactions by Secretariat
180 -//
160 -"'Jf
140 "/
120 -""f
to0 V7 W inquires
%0 P B Updates
&0 ¥
w0
20 -”/
o L | | e | | | —
CON ECU ECAMNF ECEEA ECQHED ECOHHS ECQLWD EOPSS o IND
Source: ESC Footprints data from 4/03/2016 — 4/30/2016.
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eServices Transactions MaSSI-R

Delivering HR Services That Matter

eServices Inquiries
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Tuition Remission Status Tuition Remission Training & EILB Status inquiry
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Direct Deposit-Prenote Outreach MaSSI-R

Delivering HR Services That Matter

Direct Deposit - Prenote Outreach

M Failed EFT
M Failed Prencte

EOHHS EOPRSS

Source: ESC data from 4/03/2016 — 4/30/2016.
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Case Resolution Time MaSSI-R

Delivering HR Services That Matter

Current Period Previous Period Previous Year

sLASetiic 4/03/2016 — 4/30/2016 3/06/2016 — 4/02/2016 April 2015

Average case resolution time
— password resets and e-mail

98% within 1 day 99.76% 99.65% 99.67%
updates
(Time owned by ESC)
A"fri";giifiizea':sf'e“t:j’ensgsme 75% within 1 day 94.2% within 1 Day and 92.2% within 1 Day and 90.4% within 1 Day and
q q 90% within 3 days 96.7% within 3 Days 95.9% within 3 Days 92.2% within 3 Days

(Time owned by ESC)

Source: ESC Footprints data from 4/03/2016 — 4/30/2016.
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Customer Satisfaction Survey Results MaSSI-R

Delivering HR Services That Matter

Current Period Previous Period

SHALIRIE 4/03/2015 — 4/30/2015 3/06/2015 — 4/02/2015 Al 2o
Customer satisfaction 96% rated good to 82% rated good to 92% rated good to
80% of customers rate excellent excellent excellent
upon ticket closure.) excellent (1.188% response rate) (1.645% response rate)  (0.180% response rate)
How would you rate the quality of service you r it fromthe Employ

Service Center?

Selected Monthly Comments:

* SERVICE WAS GREAT

* nothing - it was resolved much more quickly than | expected and the info
was put in correctly

Excellent, 77%

» correspondence went perfectly.

* |would NOT change a thing. | sent the email at 7:24am and was resolved
at 7:38am same morning ! Very fast and much appreciated !

How likely would you be to recommend the Employee Service Center toa
colleague?
Would not
recommend, 2%

Uniikely i » They did a quick and efficient job solving my problem.

recommend, 2%

Likely to
recommend, 8%

Very likely to
recommend, 89%

Source: ESC Customer Satisfaction Survey; survey link is provided on ticket closure notice and is voluntary. Survey results shown were
collected between 4/03/2016 — 4/30/2016.
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Outbound Contact Percentages MaSSI-R

Delivering HR Services That Matter

Current Period Previous Period
4/03/2016 — 04/30/2016 3/06/2016 — 04/02/2016

SLA Metric

Percentage of approvers

0,
contacted with unresolved high S

exceptions requiring ESC D h;l{i;izy\/s;ek;gency [ 85:09%0
intervention for resolution:
Top Exceptions - Pay Period 1 Top Exceptions - Pay Period 2
4000 5000
3000 - 4000 -
2000 - 3000
2000
1000
1000
0 - 0 -

3-Approved Time 2-Unapproved  1-No Reported Time
Changed-requires  Reported/Payable
reapproval Time

2-Unapproved 3-Approved Time  2-UnderSchedule
Reported/Payable Changed-requires
Time reapproval

Source: ESC data from 4/03/2016 — 4/30/2016.
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Outbound Exception Management Calls M assm

Outbound calls are made on a weekly basis when employees and approvers miss the deadlines for o B2 5
time entry/time approval or when system generated exceptions appear on a timesheet. Delivering HR Services That Matter

EOHHS agencies continue to represent the largest volume of outbound calls from the ESC.

1000 v

500 +

0 - —a F s Hﬁ

CON EDU ECAMNF ECEEA ECHED EQHHS EQLWD ECPSS IND Jup EXE-OTH
m 4/9/2016 7 7 38 110 8 bo4 3 16 9 93 18
m 4/16/2016 3 1 17 16 1 123 1 2 10
ma/23/2016 11 3 43 76 14 824 13 28 3 33 10
m 4/30/2016 4 1 20 94 1 270 B 122 10

Average weekly calls as a % of Employees Served

50%

45%

0% W % of Employees Served

35% B Average % of Time Approvers Served
30%

25%

20%

15%

10%

ﬁ — 4 ‘—J alll) L

CON EQAMNF EOEEA EOHED EQOHHS EOLWD EOPSS

Source: ESC Exception Management System data from 4/03/2016 — 4/30/2016.
Average inquiries per employee is shown for comparison purposes and does not account for repeat contacts (i.e., calling an employee
multiple times).
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Position Management MaSSI-R

Total number of eForms processed by ESC: 329 veleilghSerdess-That Maer

Average eForm Turnaround Time (Days)

0.80
070

0.60
0.50

0.40

0.30

0.20 +

= ==

0.00 T T T T

Correct HR/CMS Record Request Establish New Position Request Position Modification Request Reallocation Request Unflag Contracted Position

eForms Processed by Type per Secretariat

70 - B Correct HR/CMS Record Request
60 - B Establish New Position Request
50 - ¥ Position Modification Request

40 - m Regllocation Request

o l
L =

EDU ECAMF EQEEA ECHED EOHHS EOP55 IND COMN/IND

B Unflag Contracted Position

*The increase in EOHHS Establish New Position requests were due to No Vacant Positions Available.

5 A Unflag Contract Position Requests are dependent on ANF Platform Approval
J The Commonwealth of Massachusetts Source: ESC data from 4/03/2016 — 4/30/2016.
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Extended lliness Leave Bank
Submissions Per Agency MaSSI-R

Delivering HR Services That Matter

Extended lliness Leave Bank Enrollment

50

30

20

10

[
CON ECOHHS EOPSS

W Total 1 54 1

Source: OnBase - Hyland Utility Client Reporting data from 4/03/2016 — 4/30/2016.
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Tuition Remission Submissions
by Secretariat MaSSI-R

Delivering HR Services That Matter

70

50

30

20

10

o _Lll_L_L  mm e

CON EDU ECANF EQEEA EQHED EQHHS EOLWD EOPSS IND
|-Tuta| 2 5 7 3 4 63 2 21 2

Source: OnBase - Hyland Utility Client Reporting data from 4/03/2016 — 4/30/2016.
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MassCareers Top 5 Most MaSSI-R
Frequent CIaSSIflcatlonS by Delivering HR Services That Matter
Secretariat

600

500

400

300

200

100

DoT ECU EQANF ECEEA ECHED EOHHS ECLWD ECPSS EXEC-OTH

M Recruiting Navigation and Training 1 3 4 B 2 29 2
M Onboarding Navigation and Training 5 4 10 3 42 2
W Requisition Inguiries 5 15 7 5 65 5 7 1
W 49940 Security & Data Setup 3 13 9 11 a6 1 2
M Paszword Reset 1 5 a9 3g & 274 29 30
B Grand Total . 21 130 71 27 506 37 41 1

-~ Source: ESC Footprints data from 4/03/2016 — 4/30/2016.
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Review Schedule

MassiHR

Delivering HR Services That Matter

Service Charter Scorecard

3/6/2016 4/2/2016 4/20/2016
4/3/2016 4/30/2016 5/18/2016
5/1/2016 5/28/2016 6/15/2016
5/29/2016 6/25/2016 7/13/2016
6/26/2016 8/6/2015 8/24/2016
8/7/2016 9/3/2013 9/21/2016
9/4/2016 10/1/2016 10/19/2016
10/2/2016 10/29/2016 11/16/2016
10/30/2016 11/26/2016 12/14/2016
11/27/2016 12/24/2016 1/11/2017
12/25/2016 1/28/2017 2/8/2017
1/29/2017 3/4/2017 3/15/2017

*Note: “Service Month” reporting periods are split by the closest pay period start and end dates to the beginning and end of the calendar

month.

) ) The Commonwealth of Massachusetts
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Appendix:

Agencies Served

MassiHR

Delivering HR Services That Matter

The Commonwealth of Massachusetts

ADD-Developmental Disabilities Council 18 DOl-Division Of Insurance 141|MCB-Mazs Commizsion For The Blind

AGR-Department Of Agricultural Resources 100 DOR-Department of Revenue 1639 |MCD-Commission For The Deaf And Hard of Hearing 51
ALA-Administrative Law Appeals Division 34 DO5-Division Of Standards 19| MGC-Massachusetts Gaming Commission 28
AMNF-Eo Administration & Finance 289 DPH-Department Of Public Health 3083 |MIL-Maszachusetts National Guard 9856
APC-Appeals Court 112 DP5-Department Of Public Safety 175 | MMP-Maszachusetts Marketing Partnership 17
ART-Mass Cultural Council 33 DPU-Department Of Public Utilities 152 | MRC-Mass Rehabilitation Commission 964
ATB-Appellate Tax Board 25 D55-Department OF Children And Families 3845 | 0CD-Dept Of Housing And Community 283
BLC-Board of Library Comissioners 23 D¥5-Department Of Youth Services 836|0HA-Maszzachusetts Office On Disability 13
BSB-Bureau Of State Buildings 15 EDU-Executive Office Of Education 29| ORI-Office For Refugees And Immigrants 21
CAD-Commission Against Discrimination 23 EEC-Department Of Early Education 202 | 05C-Office Of The Comptroller 131
CDA-Massachusetts Emergency Management Agency o7 EED-Executive Office OFf Housing & Economic Development B3| 08D-Divizion Of Operational Services 102
CHE-5oldiers' Home In Massachusetts 342 EH5-Executive Office of Health and Human Services 1576 |PAR-Parole Board 176
CH3-Department of Criminal Justice Information Systems 42 ELD-Department Of Elder Affairs 58| POL-5tate Police 2624
CIT-Criminal Justice Training Council 545 ENE-Department Of Energy Resources 59| REG-Division Of Professional Licensure 110
CME-Chief Medical Examiner < H ENV-Executive Office Of Energy and Envircnmental Affairs 2938 | RGT-Department Of Higher Education &3
CPC-Committee for Public Counsel Services 757 EOL-Executive Office Of Workforce Development 1205 | 5CA-Office Of Consumer Affairs And Business Regulations 27
CSC-Civil Service Commission 11 EP5-Executive Office Of Public Safety and Security 198 |5DA-Sheriffs Department Association 3
C5W-Commission On Status Of Women 2 EQE-Department Of Envircnmental Protection 707 | 5EA-Department Of Business And Technology 13
DAC-Dizabled Persons Protection Commission 32 FWE-Department Of Fish And Game 349 | 530R-5ex Offender Registry 50
DCP-Capital Asset Management And Maintenance Lil GIC-Group Insurance Commission 5&|5RB-5tate Reclamation Board 172
DCR-Department Conservation And Recreation 2059 HCF-Health Care Finance & Policy 164 |TAC-Department Of Telecommunications 3
DFs-Department Of Fire Services BE4 HLY-Soldiers' Home In Holyoke 372|TRB-Teachers Retirement Board 96
DMH-Department of Mental Health 3539 HPC-Health Policy Commission 78| TRE-Office Of The State Treasurer 233
DMR-Health and Human Services 6601 HRD-Human Resources Division 144 | VET-Department Of Veterans Service &9
DOB-Divizion Of Banks 165 [TD-Information Techology Division 342 [VWAVictim And Witness Assistance 21
DOC-Department of Corrections 5053 LIE-George Fingold Library 11| WEL-Department Of Transitional Assistance 1559
DOE-Department Of Elementary & Secondary Education 506 LOT-Lottery And Gaming Commission 355_

22



Appendix: Inquiries by Agency MaSSI-R

Delivering HR Services That Matter

* Note: No inquiries were received for this service month from:

ATB — Appellate Tax CSC - Civil Service

Board Commission

DAC - Disabled
Persons Protection
Commission

CSW - Commission On
Status Of Women

VWA - Victim And
Witness Assistance

&=

@ The Commonwealth of Massachusetts
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Tickets Forwarded to
Agency HR/ Payroll

MasskHR

Delivering HR Services That Matter
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34
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CON Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

 e— B e
LoT MGEC TRE
m 04,/09/2016 39 3 &
m 04/16/2016 49 3 G
m04/23/2016 43 1 &
m 04/30/2016 48 1 3
Inquiry Classifications
160 145
140
120
100
BO
60
40
20
3 2
0
Balance Inquiry HR,/CMS Pessword Resets Time Entry Time Off
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EDU Secretariat Agencies

MassHR

Delivering HR Services That Matter

Number of Tickets by Agency

14
12
10
8
]
4
2 l
o
EEC RGT
m 04,/09/2016 13 & B 3
m 04/16/2016 7 1 5 4
B 04/23/2016 12 9 2 4
m 04/30/2016 2 5 6
Inquiry Classifications
60
50
a0
50
20
10 5 5 5
0 I— I— B

HR,/CMS Password Resets Massl areers Password Reset Requiskion Inguiries

Onboarding Navigation and Training
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EOANF Secretariat Agencies

MassHR

Delivering HR Services That Matter

Number of Tickets by Agency

80
70
&0
50
a0
30
20
10
o — i — | . e e
ADD AlLs AMNF DCP DOR GIC HPC HRD mD LIB OHA asD TRB
m 04,/09/2016 1 4 39 5o 5 2 9 55 1 5 1
m 04/16/2016 2 69 27 4 3 15 2 8
m04,/23/2016 1 2 48 26 3 1 5 10 B
m 04,/30/2016 3 43 25 3 2 5 1 3
Inquiry Classifications
250
196
200
150
100
50
19
0 |

HR/CMS Password Resets

MassCareers Password Reset

Security & Data Setup

Time Entry
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EOEEA Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

100

90

80

70

60

50

a0

30

20

" h_h‘

0 ..
ENE ENV EQE FWE SRB

u 04/09/2016 6 79 8 2 12 19 8 g
m 04/16/2016 3 82 7 1 5 2 13 5
u04/23/2016 75 10 1 10 14 4
 04/30/2016 3 a1 9 1 16 19 2

Inquiry Classifications

218
200
150
100
0 41
10 10
o
HR/CMS Password Resets MassCareers Password Reset Reg Time Time Entry Onhoarding Mavigation and
Training
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EOHED Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

10
9
8
7
&
5
4
3
: u
1
0 -
EED M P SEA TAC
m 04/09/2016 2 5 1 9 3 4 3
m 04/16/2016 ri & 1 T 4 4 1
m04/23/2016 3 5 2 3 4 1 1
m 04,/30/2016 5 & 2 2 & 1 3
Inquiry Classifications
%0 54
50
40
30
20
11
. 5 _ ?
0 W B
HR/CMS Password Resets MassCareers Password Reset Security & Data Setup Time Entry
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EOHHS Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

350
300
250
200
150
100
P l ul 1]
P I - - S I =
CHE DM H DMR DPH D55 Os EHZ ELD HLY MCB MCD MRC ORI WET WEL
m 04/09,/2016 B 290 136 79 121 32 78 1 10 18 5 34 2 2 ]
m 04/16/2016 9 3531 136 96 105 28 68 2 7 16 1 31 4 2 52
H04/23/2016 ¥ 222 126 104 T2 46 59 20 16 3 36 5 65
m 04/30/2016 12 244 109 79 115 29 g2 3 17 15 26 3 B2
Inquiry Classifications
1400 1295
1200
1000
782
BOO
600
400 271
" - -
0 |
HR/CMS Password Resets MassCareers Password Reset Security & Data Setup Time Entry
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EOLWD Secretariat MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

70
&0
50
40
30
20
10
0 EOL
u 04/09/2016 53
m 04/16/2016 64
u 04/23/2016 37
u 04/30/2016 a1

Inquiry Classifications

120

105

100

80

&0

40 29

20

0 I I 0
HR/CMS Password Resets MassCareers Password Reset Reported Time Approvals Time Entry

' ) The Commonwealth of Massachusetts
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EOPSS Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

120
100
80
&0
44
i el l
0 — — N
CDA CHS CIT CME DFS DOC [ EF% ML FAR FOL S0R
m 04,/00/2016 1 1 1 3 11 104 4 & 35 4 22 1
m 04/16/2016 3 1 2 6 91 4 g 38 5 9 5
H04/23/2016 3 1 10 100 7 4 31 5 21 1
m 04,/30/2016 3 3 2 15 76 3 K 36 10 12 2
Inquiry Classifications
450
200 389
350
300
250
200
150
100 70
0 I
Employee Inform ation HR/CMS Password Resets MassCareers Password Reset Time Entry
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JUD Agencies

MassHR

Delivering HR Services That Matter

35

h &

20

10

APC

Number of Tickets by Agency

CPC

m 04/09/2016

m 04/16/2016

u04/23/2016

=y

m 04/30/2016

&
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3

Delegations

Inquiry Classifications

82
. -

HR/CMS Password Resets Time Entry

2

Training & MNavigation
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ART Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

25

2

15

1

0.5

0

[m04/23/2016 2

There were no requests the weeks of 4/9, 4/16, & 4/30

Inquiry Classifications

2.5

15

HR/CMS Password Resets

o

S
(R
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BLC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

25
2
15
1
05
0

BLC

[m0¢/09/2016 2

There were no requests the weeks of 4/16, 4/23, & 4/30

Inquiry Classifications

12

0.8
0.6
0.4

02

Deadlines/Notifications Time Entry
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CAD Tickets and Classification MaSSI-R

Delivering HR Services That Matter
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10

Number of Tickets by Agency

m 04/09/2016

m 04/16/2016

B 04/23/2016

m 04/30/2016
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10

HR/CMS Password Resets

Reg Time

Inquiry Classifications
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Reported Time Approvals Time Entry Time Off
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HCF Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

m 04/09/2016
m 04/16/2016
H04/23/2016
m 04/30/2016
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OSC Tickets and Classification MaSS|-R

Delivering HR Services That Matter

Number of Tickets by Agency
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m 04/09/2016
m 04/16/2016
m 04/30/2016 4

There were no requests the week of 4/23
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SDA Tickets and Classification Mass"R

Delivering HR Services That Matter

Number of Tickets by Agency

3.5
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2
15
1
05
0

u 04/09/2016 3
m 04/16/2016 1

There were no requests the weeks of 4/23 & 4/30

Inquiry Classifications
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15
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HR/CMS Password Resets Reg Time Training & Mavigation
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